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kemuksen	 suhteen	 on	 ollut	 havaittavissa	 aiemmin.	 Tutkimuksessa	 käsitellään	 kolmea	 yhtiön	
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it	 is	possible.	Considering	 the	second	research	question,	 the	scope	there	 is	 to	mainly	
examine	areas	that	are	operating	 inside	the	core	processes.	This	study	 includes	three	
core	processes,	and	they	are	(1)	development	of	products,	services	and	technologies,	(2)	
market	 and	 customer	 relationship	management	 and	 (3)	 order	 fulfilment.	 These	 pro-
cesses	are	chosen	because	they	impact	the	most	on	the	customer	experience	according	
to	the	company.	Sub-processes	under	the	main	processes	are	only	handled	in	that	case	













































cent,	 potential,	 internal	 or	 external	 customers.	 For	 example,	 in	 a	 process	 driven	 ap-
proach	customer	 is	defined	as	the	person	or	group	that	gets	the	work	output.	 In	this	
perspective	customer	 is	 identified	 in	 three	different	categories:	 internal,	external	and	
self-unit	customers.	These	categories	are	presented	in	Table	1	which	also	illustrates	what	




















salers	 and	 stockers.	 Thus,	 customers	 are	 also	often	 characterized	 to	business-to-con-
sumer	(B2C)	and	business-to-business	(B2B)	customers.	B2C	customers	are	basically	in-



















aims	 to	 increase	 customer	 satisfaction,	 it	 should	 also	 consider	 how	 its	 performance	































































should	also	 contact	 their	 customers	 through	different	 social	 channels.	B2B	 selling	 re-


































































One	of	 the	most	well-known	quality	 researchers	of	 the	 twentieth	century,	 Joseph	M.	












































































































tions	are	performing.	Many	 leaders	use	 financial	 and	 strategy	approaches	 for	perfor-
mance	 determination,	 but	 these	 views	 lack	 an	 overall	 view.	 A	 process	 approach	 de-
scribes	how	every	part	of	the	organization	is	linked	to	each	other	and	thus,	provides	a	























































































































also	 from	 Japanese	quality	models,	 such	as,	 Kaizen.	 Six	 Sigma	was	 first	presented	by	
Motorola	in	the	1980s,	and	in	2002	Michael	George	and	Robert	Lawrence	jr.	combined	







































































































5S	 is	a	model	which	purpose	is	to	help	keep	areas	 in	order	 in	organizations.	5S	 is	not	
exactly	a	process	 improvement	tool,	but	 it	assists	 in	process	 improvement	projects.	 It	







































and	 Six	 Sigma	 concentrates	 on	 reducing	 defects	 in	 products	 or	 services.	 The	 central	
















































































































































































question	 of	 interest,	 if	 an	 equal	 number	 of	 individuals,	 n/2,	 separate	 them-






















































“There	 is	 a	 common…”		
(see	Figure	11)	
2.93	 0.644	




















































The	 chart	 also	 indicates	 that	 some	back-end	workers	 are	not	aware	of	 the	 issue	and	
therefore,	 they	 have	 chosen	 the	 don’t	 know/cannot	 say	 option.	 This	may	mean	 that	
every	front-end	worker	has	at	least	some	ideas	about	the	situation	regarding	satisfaction	
factors,	but	in	the	back-end	some	do	not	have	knowledge	about	this	topic	at	all.	




























































































measured	 in	production,	 supply	chain	management	and	project	management.	 In	one	
















































































about	 the	 current	 level	 of	 customer	experience	at	 the	 factory.	 The	 claim	and	 its	 fre-













































































































































































































































Many	 interviewees	mentioned	 that	 they	 see	potential	 in	using	 transactional	 surveys.	
Few	suggested	 that	 star	 rating	could	be	a	convenient	measuring	method	 in	 repeated	
encounters.	 In	other	words,	 customers	 could	give	 stars	according	 to	 their	experience	
where	one	star	indicates	the	worst	feeling	and	five	stars	mean	the	best	grade.		One	in-



























































As	considering	 increasing	 transactional	measurement,	Figure	23	 illustrates	 that	 front-
end	and	back-end	offices	may	think	differently	about	the	issue.	Front-end	seems	to	stand	
more	on	the	middle	ground	whereas	back-end	offices	agree	strongly	with	the	question’s	















































satisfaction.	 The	 analysis	 shows	 that	 employees	 have	 some	 differing	 opinions	 about	
these	issues	when	comparing	all	of	the	answers.	However,	front-end	and	back-end	of-










indicating	 that	 there	exists	quite	much	consensus	about	 the	current	 situation	among	
employees.	 In	the	last	part	are	described	issues	related	to	measurement.	The	highest	
























base,	and	 it	 includes	most	of	 the	actual	parts	 in	a	slightly	simplified	 form.	The	 figure	





































two	 categories:	 products	 and	 services.	 These	 categories	 divide	 the	OF	 functions	 in	 a	
quite	simple	way;	functions	concerning	products	are	at	their	own	limited	area	and	the	





































































































































































Regular	 reviews	 are	 conducted	 in	 vari-
ous	checkpoints,	but	 there	exists	 room	
for	more	reviews.	
Reviews	 should	 also	 be	 applied	 between	





Arrange	 more	 meetings	 with	 end	 users	
during	development	stages	of	a	product.	











































































Leading	 and	 lagging	 indicators	 are	 uti-
lized	for	orders.	































































































































































































































































systems	where	 ideas	 and	 thoughts	 are	 shareable	 between	 all	workers.	 Secondly,	 silo	
thinking	should	be	reduced	by	developing	cooperation	between	individual	workers	and	
teams.	One	practical	method	 is	 to	arrange	gatherings	between	workers	 regularly	and	







back	systematically.	However,	 if	 the	 front-end	 is	mainly	keeping	the	 information	from	
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